Navy Personnel Research and Development Center
__San Diego, California 92152-7250 TN-98-11 March 1998

The 1997 Marine Corps
Morale, Welfare, and Recreation
- Needs Assessment

Amy L. Culbertson
Zannette A. Perry
Greg Shmavonian
Paul Rosenfeld

_ Approved for public release; distribution is unlimited.

_ Blank Preceding Pages

— 9902180 83



NPRDC-TN-98-11 March 1998

The 1997 Marine Corps
Morale, Welfare, and Recreation
Needs Assessment

by Amy L. Culbertson, Zannette A. Perry
Greg Shmavonian, and Paul Rosenfeld

Reviewed by Ted S. Lew

Approved and released by Thomas A. Blanco
Director, Personnel and Organizational Assessment Department

Navy Personnel Research and Development Center
53335 Ryne Road .
San Diego, California 92152-7250

Approved for public release; distribution is unlimited.



REPORT DOCUMENTATION PAGE Form Approved

OMB No. 0704-0188

Public reporting burden for this collection of information is limited to average 1 hour per response, including the time for reviewing instructions, searching existing data sources, gathering and
maintaining the data needed, and completing and reviewing the collection of information. Send comments regarding the burden estimate or any other aspect of this collection of information,
including suggestions for reducing this burden, to Washington Headquarters Services, Directorate for Information Operations and Reports, 1215 Jefferson Davis Highway, Suite 1204, Arlington,
VA 22202-4302, and to the Office of Management and Budget, Paperwork Reduction Project (0704-0188), Washington, DC 20503.

1. AGENCY USE ONLY (Leave blank) 2. REPORT DATE 3. REPORT TYPE AND DATE COVERED
March 1998 Final—Feb 1997-Feb 1998
4. TITLE AND SUBTITLE 5. FUNDING NUMBERS
The 1997 Marine Corps Morale, Welfare, and Recreation Needs Assessment Job Order: 8RHI9C1

6. AUTHOR(S)
Amy L. Culbertson, Zannette A. Perry, Greg Shmavonian, Paul Rosenfeld

7. PERFORMING ORGANIZATION NAME(S) AND ADDRESS(ES) 8. PERFORMING ORGANIZATION
Navy Personnel Research and Development Center AGENCY REPORT NUMBER
53335 Ryne Rd. NPRDC-TN-98-11

San Diego, CA 92152-7250

9. SPONSORING/MONITORING AGENCY NAME(S) AND ADDRESS(ES) 10. SPONSORING/MONITORING
Marine Corps Morale, Welfare, and Recreation (MWR)
United States Marine Corps
3044 Catlin Ave.

Quantico, VA 22134

11. SUPPLEMENTARY NOTES
Functional Area: Organizational Systems

Product Line: Organizational Systems Evaluation
Effort: Marine Corps Morale, Recreation, and Welfare
12a. DISTRIBUTION/AVAILABILITY STATEMENT 12B. DISTRIBUTION CODE
Approved for public release; distribution is unlimited. A

13. ABSTRACT (Maximum 200 words)

This report summarizes the findings from the 1997 Marine Corps Morale, Welfare, and Recreation (MWR) Needs Assessment of
active duty Marines stationed at 37 sites around the world. The findings from a customer survey administered to 11,422 of these
Marines are summarized in several key areas, including importance ratings of the many MWR programs, and facility priorities for
new construction. In addition, use of the exchange, fitness and recreation facilities/services, food and hospitality facilities/services,
and various other services offered on-base (e.g., barber shop) are described. Ratings of satisfaction are also reported for all these
areas, along with suggestions for improvements. Where possible, the 1997 results are compared to results obtained from a similar
survey in 1994. The report contains an Executive Summary of the findings, tables of the actual results, and briefing slides of the
results in the Appendix.

13. SUBJECT TERMS 15. NUMBER OF PAGES
Needs assessment, customer satisfaction; morale, welfare, and recreation (MWR); surveys 97

16. PRICE CODE

+17. SECURITY CLASSIFICATION [ 18. SECURITY CLASSIFICATION | 19. SECURITY CLASSIFICATION | 20. LIMITATION OF ABSTRACT
OF REPORT OF THIS PAGE OF ABSTRACT UNLIMITED
UNCLASSIFIED UNCLASSIFIED UNCLASSIFIED
NSN 7540-01-280-5500 Standard Form 298 (Rev. 2-89)
Prescribed by ANS] Std. Z39-18
298-102




Foreword

Marine Corps-Wide Report

This project was requested by Headquarters, Marine Corps Morale, Welfare, and
Recreation (MWR) as one part of a multi-dimensional effort to assess the quality of life
needs of active duty Marines. This effort focused specifically on MWR facilities,
services, and programs offered to active duty personnel. The authors would like to
thank Kim Wayland, Nancie Sullivan Oliver, and Tamra Avrit for their sponsorship of the
project. The authors would also like to thank the 37 sites for gathering the survey data
from their patrons. The information summarized in this report can assist Marine Corps
leadership in providing the best MWR facilities and services in support of the Marine

Corps active duty force.

THOMAS A. BLANCO
Director
Personnel and Organizational Assessment Department



Executive Summary

This Management Report summarizes the results of the 1997 Marine Corps Morale,
Welfare, and Recreation (MWR) Needs Assessment Survey administered at 37 sites
throughout the Marine Corps. The 1997 survey was developed by Headquarters
Marine Corps MWR, and administered at each site by local personnel. Survey
administrators at each site were advised to administer the survey to a random sample
of enlisted and officer personnel. Respondents typically completed the survey on-base.

Completed surveys were sent to the Navy Personnel Research and Development
Center (NPRDC) in San Diego, CA, where they were scanned, checked, and analyzed
by researchers. Where possible, results from the 1997 survey were compared to
results from a similar survey conducted in 1994.

Survey data from all the 1997 sites were combined to conduct the Marine Corps-wide
analysis summarized here. It is important to note that the Marine Corps-wide results in
1994 and 1997 were not based on a truly random sample of Marine Corps active duty
personnel. The large number of respondents does provide confidence that the findings
reported here should reflect the perceptions of most active duty Marines.

Survey Respondents

« There was a total of 11,422 ‘respondents who completed the 1997 survey, compared
to the 9,565 surveys completed in 1994.

- The distribution of respondents by paygrade/rank was fairly similar to that in 1994,
although significantly fewer lower paygrade enlisted (E1-E3) and significantly more
officers (01-03, 04-010) completed the survey in 1997 compared to 1994.

Sixty-two percent of the survey respondents in 1997 were 18-24 years old.

.  Fifty-nine percent of the respondents in 1997 had been stationed at their current
base for more than one year, which is identical to the 1994 percentage.

- Seventy percent of 1997 respondents were living on base in 1997, compared to
72% in 1994.

« In both 1997 and 1994, 93% of the respondents were male and 7% were female,
which is similar to the Marine Corps composition of the entire active duty force (95%
male and 5% female). ’

- A significantly smaller percentage of respondents had children under 18 living with
them in 1997 (29%) compared to 1994 (38%).



Thirty-one percent of respondents indicated their career intentions were to remain
on active duty until eligible for retirement; 3% are eligible for retirement but intend to
stay in; 10% intend to stay in, but not until retirement; 26% are unsure of their career
intentions; 28% intend to leave as soon as possible; and 2% intended to remain on
active duty but are being released.

There was a very large increase in the percentage of respondents who said they
hear about Marine Corps MWR through various channels (e.g., base newspapers
56%, flyers 53%) compared to the 1994 findings.

Importance Ratings of Programs

The most important programs for respondents’ quality of life in 1997 were the Main
Exchange (45%); Information, Tickets, and Tours (ITT) (40%); and fitness
centers/rooms (36%). These were the same top three in 1994.

Many of the 1997 importance rating percentages had increased significantly
compared to the 1994 percentages.

Facility Priorities

The number one area where respondents would like to see their MWR dollars spent
to provide better facilities is the fitness centers (36%); fitness centers were also the
number one area in 1994, yet the percentage was significantly lower (27%).

Theaters were the second choice in terms of facility priorities in 1997 (32%), a
significantly higher percentage compared to 1994 (21%).

The Main Exchange was respondents’ third choice in terms of facility priorities in
1997 (25%), again similar yet higher in value than that found in 1994 (20%).

Exchanges

Identical to 1994, 78% of respondents used the Main Exchange in 1997.

The convenience store came in second in terms of use in 1997 (65%), similar to
1994 (64%).

As in 1994, the most common types of merchandise shopped for at the Exchange in
1997 were men’s clothing (44%), video/audio goods (34%), and sporting goods
(82%).



Other than the Exchange, respondents shopped most frequently at discount
retailers (66%) and department store retailers (57%) in 1997.

In 1997, respondents were most satisfied with the package store and the gas
station.

Recreation

Similar to 1994, the fithess centers/rooms were the most used on-base recreation
facility in 1997 (59%), followed by ITT (40%) and the swimming pools (39%).

In 1997, the movie theater (54%), special events (29%), and outdoor recreation
(28%) were the most used off-base recreation facilities. This is similar to 1994,
when the movie theater (35%), outdoor recreation (19%), and special events (18%)
were most used.

Satisfaction with recreation for 1997 showed an overall increase from 1994.

In 1997, respondents were most satisfied with on-base ITT, the golf course, the
bowling centers, and the movie theater.

Price (22%) and hours of operation (20%) were the most popular choices of
improvements that would increase use of recreation facilities and programs in 1997.

Food and Hospitality

Similar to 1994, the most used facility in 1997 was name brand fast food (49%),
followed by restaurants (29%) and the enlisted club (27%).

The Clubs/Food/Hospitality facilities were used most often for lunch in 1997 (47%),
followed by dinner (35%).

Respondents in 1997 were most satisfied with check cashing/currency exchange,
the swimming pool, and the quality of food/beverage at on-base clubs and food
facilities.

Similar to 1994, price (24%) and hours of operation (23%) were the most popular
choices for improvements that would increase use of on-base clubs/food facilities.

Services

As in 1994, ATMs (61%), the barber shop (56%), and vending machines (40%) were
the most commonly used services in 1997.




In 1997, respondents were most satisfied with the florist, the optical shop, and
Western Union.

Quality and Satisfaction with Marine Corps MWR

For the overall quality ratings in 1997, 77% said the MWR facilities were as
expected or better, 76% said the MWR services/programs were as expected or
better, and 71% said MWR customer service was as expected or better.

Fifty-three percent of the respondents said they were satisfied with Marine Corps
MWR facilities and services; 80% percent said they will continue to use Marine
Corps MWR; 61% said they will recommend Marine Corps MWR to others; and 55%
said that Marine Corps MWR improves the quality of life for me/my family.

Conclusions

There was a very large increase in the percentage of respondents who said they
hear about Marine Corps MWR through various channels.

The most important programs in 1997 were the Main Exchange, ITT, and fitness
centers/rooms.

Respondents would like to see their MWR dollars spent to provide better facilities at
the fithess centers/rooms, theaters, and the Main Exchange.

The majority of Marines (78%) used the Main Exchange in 1997.

Several types of merchandise shopped for at the Exchange in 1997 showed a
decrease or no change from 1994; Exchanges should review their merchandise
price and selection.

Fitness centers/rooms, ITT, and swimming pools were the most used on-base
recreation facilities in 1997.

Name brand fast food, restaurants, and the enlisted club were the most used food
and hospitality facilities in 1997.

ATMs, the barber shop, and vending machines were the most used services in
1997.



The majority of respondents rated the quality of MWR facilities, services/programs,
and customer service as expected or better.

Just over half of all respondents said they were satisfied with Marine Corps MWR,
although 80% said they would continue to use the facilities/services.

Price and hours of operation were the most common choices for improvements that
would increase patrticipants’ use of facilities/programs.
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Purpose

Marine Corps-Wide Report

4+  HQs Marine Corps needs customer data for strategié planning

4+ Collection of customer data also meets DoD requirements

+  Assess program priorities

+  Determine where to spend construction dollars

+  Measure use, satisfaction, and desired improvements

+  Provide indicators of quality and customer satisfaction

1997 Marine Corps MWR Customer Survey

+  Review of 1994 survey to identify questions to compare over time

+  Addition of new sections/questions to 1997 survey

+  Construction Survey (where to spend dollars)

+  Satisfaction ratings with components of programs

+

<+

<+

4

Recreation facilities and programs
Clubs and food facilities
Services

Exchange activities

+  Quality and Satisfaction with Marine Corps MWR

4+ Survey formatted in scannable format



Marine Corps-Wide Report

1997 Survey Administration

0

4+  Copies of surveys sent to Marine Corps MWR Sites

<+

<+

+

Cover letter from HQs, Marine Corps MWR

Instructions on how to obtain a random sample

Directions on how to box and ship

+ Administration took place over several month period

+ Extended cut-off date to accommodate sites

+

Sites in the 1997 Needs Assessment

Received final set of surveys in January 98

o

+  Camp Butler

L R R R N R

Consolidated
Camp Courtney
Camp Foster
Camp Hansen
Camp Kinser
Camp Schwab

+ Camp Lejeune

*
+
+
+
+

Consolidated
Camp Geiger
Camp Johnson
Courthouse Bay
French Creek

+  Camp Pendleton

L R K R R I 2 2 2 2 2

Consolidated
Chappo

Horno

Del Mar

Del Rio

Edson Range
Las Pulgas

Los Flores
Mainside Area 13
Mainside Area 14

4

L2 R 2 2 . R S I N 4

+

* Margarita
S San Mateo
+ San Onofre

HQBN Henderson Hall
MCAGCC Twentynine Palms
MCAS Beaufort

MCAS Cherry Point
MCAS Kaneohe Bay
MCAS Miramar

MCAS New River

MCAS Yuma

MCB Quantico

MCLB Albany

MCLB Barstow

MCRD ERR Parris Island
MCRD WRR San Diego



Marine Corps-Wide Report

Survey Analyses

Surveys were scanned and checked
Individual sites were analyzed and site reports generated
Data files joined into one file for service-wide report

Analyses followed the sections of the survey

+ 4+ 4+ o+ 0+

Comparisons to 1994 data made where possible
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Paygrade of Respondents

Marine Corps-Wide Report

1994 1997 Change in

Paygrade/rank N Percentage N Percentage Percentage
E1-E3..cooiiins 4,591 ........ 48%.....coen.... 5,029.......... B4%" ..o 4%
E4-E5....ccviis 3,156 ........ 33%.cceiennnnn. 3,920 .......... 34% oo +1%
EB-EQ....cccovveeeeennen 1,339 ........ 14%...uueneee.. 1,631 .......... 14% eeeveeeerieireeene 0%
WO1-CWOs................. 9.......... 1% e 109 ............ 1% e 0%
O1-03 ...t 287 .......... 3% et 573 .. Y™ e +2%
04-010....ccovreveirernee 96 .......... 1% ceeeereerenneens 160............ 2% e +1%
Total ...ccrerirrenrrcnenns 9,565 ...... 100% .cceereaens 11,422........ 100%

Note: * Statistically significant difference between 1994 and 1997 (p < .01).



Marine Corps-Wide Report

Age of Respondents

1997

How Long Respondents Have Been Stationed at Your Base

100%

80%

60%

40%

20%

0%

59% 59%

0% %
20%  20% 16%  16%

less than 1 month

5% 5% . -

1-6 months 7 months-1 year

W1997 01994

10

more than 1 year



Marine Corps-Wide Report
Where Respondents Live
Residence 1994 1997
ONDASE...cotiiteeteee e T2% coveeeceveenineesinnne 70%*
Off DASE...ccveeeecteceeceece s 28%.ccuuuirrrerirnrennann. 30%*
Note: * Statistically significant difference between 1994 and 1997 (p < .01).
Gender of Respondents
1994 1997
Females Females
7% 7%
Males Males
93% 93%

-11-




I Y/ i v’em o

Marine Corps-Wide Report

Marital Status of Respondents

1994 1997

Married

Married 48%

46% Single

52%

Single
54%

Respondents Who Have Children Under 18

1994 1997

Yes

Yes
29%

38%

62% 71%

Note: * Statistically significant difference between 1994 and 1997 (p < .01).
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Career Intentions of Respondents

Marine Corps-Wide Report

Remain until retire 31%

28%

|

Leave ASAP

Unsure 26%

Stay in for now 10%

I

Eligible to retire but .
. 3%
staying

Being released 2%

0% 10% 20% 30%

Note: 1994 data not available. Scale ranges from 0% to 50%.

-13-
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50%




Marine Corps-Wide Report

How Respondents Hear About MWR

Base newspaper 56%0*
Pap 26% °
53%*
Flyers
16%
43%*
Friends/coworkers
Posters 39%"*
1997
01994
Base bulletin
E-malil 26%
NA
. 19%*
Supervisors
6%
18%*
MWR newsletter
3%
0% 10% 20% 30% 40% 50% 60%

Note: Multiple responses allowed. 1994 data not available for all options. Scale ranges from 0% to

60%.
* Statistically significant difference between 1994 and 1997 (p < .01).




Importance Ratings of Programs

Marine Corps-Wide Report

-15-



Marine Corps-Wide Report

Most Important Programs to Marines and Their QUaIity of Life

1994 1997
Program Importance Rating Importance Rating
Main EXChange ........ccccceviierceenreeeree e, 53%..eeiiiiiiiieriiee e, 45%*
N I [ R 33% e 40%*
Fitness centers/rooms........cccoccveerrcreeeeeccneereiniennnne 38%.eerieenerreerieienereenes 36%
7 1 S 23%.iieireeeiiirer e 35%*
Gas station.......ccccevvvvvceeeec e 26%.ccceviiiirrnriniien, 32%*
Military clothing store .........cccccveiiniincreerceece, 284%..ccoiiiinreeiiieineeen, 32%*
MOVIE thEALET .....ceeeeee e T e 29%
Barber shop .......cccceeunneenne. ereeeeer et e s e eaaees 28%.eiieeeenerreerreennnenes 26%*
Auto hobby Shop ..., 23% . eerieeierirnreee e 22%
SWIMMING POOIS ...couriirrieieecer e = e ear e earees 20%
SPECIAl BVENES....cceveieieiie et T b 19%
Dry €leaning .....c.ooocoeeeiiiieeiees s ST e 19%
LIDFAIY oot T e 19%
OUtdoOr reCreation ..........coeveeiiieiiseessieeccceeee e === 1eerteeeereeeseeeesee e 19%
Pay PRONES ..ot T e 19%
Intramural sports.......ccceeeeveeenninenne e T e s 18%
Fast fOOd..... ..ot T e 18%
VAT [oTo R (=T o] - | U TR 18%
Recreation equipment checkout...........cocceeviiieeeecs === e 17%
RESTAUIANE ......ecveeveeetiereeeeecee ettt == 1eteaessesse st s e esessesaens 17%
COoNVENIENCE STOTE ...t =77 e eeeecrnnaeee e 17%
0] 5] o1 T R 16%
Playing fields ........ceoiiii e T s 16%
(oToT [ oo 10| G RN 16%
1ol ] o 2= W 11V oo O OO OO 14%
Car Wash ..ot ST e e e areeans 14%
MaFING ....coiiiiiere e esrere e s s rre e s e eee =77 ctrere s e e areeeeeeeeennnns 13%
(C L] )l oo T U] £=7- T TRt R 13%
YOULh PrOGramS .......uviviiiiiieeeirteeesie et e s s seeesss =™ treetteesseareesesessaeesenns 12%
TAIIOF SNOP e T e e 12%

Note: Importance rating indicates the percentage who said the program was most important to them
and their quality of life. 1994 data not available for all programs.

* Statistically significant difference between 1994 and 1997 (p < .01).
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Marine Corps-Wide Report

Most Important Programs to Marines and Their Quality of Life

(continued)

1994 1997
Program Importance Rating Importance Rating
Temporary 10dging facility ..........oooeviiiiiciiii === 12%
BOWING CONTEI ..ot == 11%
Package StOre ......coveiiiieeeiiie et T 11%
StabIES ... ————— T 10%
YOULh SPOMS ...t T s 9%
=10 0o | YO PSP 9%
Vending Machines .......cocoeevveceieeniii =™ e 8%
OPtical SOP ..ciiieiiieiteceerce et T e 7%
Craft hobby ShOP......veviiereeee e ™™ e 7%
Private parties/catering ettt ettt st s SRR e es ettt rnennans 5%
0] g Lo =T =T o - 11 SO 5%
FIOFISE ..ot e e e ST e 5%
Beauty ShOP ..coooiiiiicciii e T s 3%

Note: Importance rating indicates the percentage who said the program was most important to them
and their quality of life. 1994 data not available for all programs.

18



Facility Priorities

Marine Corps-Wide Report
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Marine Corps-Wide Report

Rank Ordering of Where Respondents Would Like to See their MWR
Dollars Spent to Provide Better Facilities

1994 1997

Facility Importance Rating Importance Rating
Fitness centers........cccovieviinceinienceee e, 27% oveeerecieeeereneenans 36%*
Theater.....cocoivieeccee e 21% oo, 32%*
Main Exchange .......cccccovceevinnniincc e, 20% eoereeerereeee e 25%*
Club, Enlisted.......ccccevveeiiniieienice e, 19% eveeeeecreneeccereee s 24%*
Fast food outlets .......occeeevieeciiieceee e, 22% oo 24%*
Restaurant ..........ccocceviveiiiieenniieecee e, 17% e, 22%*
Amusement CENtEr........ccccereeeieeece e 21% oo, 21%
SWIMMING Pool.......cccoviviiriecieireece e 14% e 21%*
Auto hobby shop (self help) .....ccccceeeecivieeeeenieinnnes 21% coeeeereeeeeeee e 20%
Beach facilities .......c.cccceveeereeverrciieecee e 18% e, 19%
LIDrary ... 13% weeeiiiiieiiceeeenas 16%*
Skating MiNK ....c.veevceeiciiieeecieecee e 17% eeieieeeeiiererreeeees 16%
Convenience & 7-day Stores........cccccevveeveeecrerenneenns 21% coeeeeereeecier e, 16%*
Jogging & bicycle trails.........ccccevevveeevcvieeeecreeeees 15% cooicevviiiieieeee e, 15%
Recreation lodges/cottages/cabanas...................... 12% e 14%*
Miniature golf ......ccoveieiiieec e, 12% eiiiieeiieereieeee, 14%*
Basketball courts (outdoor) .........cccecceeeveceereeeeenneenn. 13% eiiiiiciiiieeccreee, 13%
Temporary lodging facility .........ccceceevvveieeeeeiiveneenns 10% oo, 13%*
GOIf COUMSE....uviicriiriiecteec e 10% cceveeerenrceee e, 12%*
Rental equipment center (tv, ver, etc.) .................... 13% e, 12%
Athletic playing field ........cccccoeeiniiiniccreeee, 12% oo, 12%
Car wash (self Service)........cceeevueeeiveicrvnieeensieeennes 16% wevreeeerennnenennnninnnena, 12%*
Park ... 11% o, 12%
Outdoor running track ........cccceevieeciereceeereeesrveeenns 13% cieeeeiirenee e, 11%*
Cafeteria ......ccceeieeceee e 9% .coveieiiiiiiiieeiie, 11%*
Child care center.........cccoccvvvrviercenieeceesieeceeeeeens 9% e 11%*
Package store.......ccococeeeieciiieercinceeree e 8% ciiieeeeiirecreeee 11%*
Riding stables .........cccoviviviiiiicreeee e, 12% e, 11%
Laundromat...........cccocoviveeriinnee et T% reiiineeiirenieeirineenanes 11%*

Note: * Statistically significant difference between 1994 and 1997 (p < .01).
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Marine Corps-Wide Report

Rank Ordering of Where Respondents Would Like to See their MWR
Dollars Spent to Provide Better Facilities (continued)

1994 1997
Facility Importance Rating Importance Rating
Auto repair Center .......c.ccevvviivieiiein 14% ccoviieineereeeeeen 10%*
HOBDY ShOP....cueieeiieireceere et 11% eierrereererrecreere e 10%
Skeet & trap range ........ccccevereeviiniiienini e, 10% cevevreeerrreeeeecneeenns 10%
Bowling center........ooccceiniiiiiiiniiii e, 11% ceeeeeeeieiiriiees 10%
Mini Exchange (Troop store).....cccccevvviiiiinieennnnnnen. 9% e 10%*
Youth Center.......ovvceieeiiieeierieennnee e T ceeeiereeeeciiinninneenins 10%"
Campground ........ccoveeeerennnieiiin e 9% veerrereenrie e 9%
Car wash (automatic).........cccceevviinniinniiiinniinnneene, 10% ceevrreeerenrreeeerneninne 9%*
Dry cleaning & laundry ..........ccoovvieviiniieeinninnniinn, 10% eevveeeeeiiiiiiinneeeiins 9%*
Telephone center........covvieciiiiieccniinien e, 10% eerrreeeeiiiierrreeee e 9%*
PicniC area ......cccceeevireeeerniiniinrriecee e TY%0 ceeeeeiinnenereeeenrisenenees 8%*
Pitch/putt golf course .........cooocvvvriiiiiiiiiniencciiinenn. 8% ceeeererrriirienene e 8%
Ice cream Store .......vceeeeeenieiiiiiiiiiiii, 9% et 8%*
Marina/boat docks.......cccvvvreecviierniciecireeie e, B% cevrerereeireer e 8%"*
Racquetball courts .........cocovvmmivriinniiniiniieeeciieen 9% ceeeerrerrenn e 7%*
Service station (gas) ......cccceeivvniiinniiiiiniiiie e 10% weveeereiriirireeneeeinns 7%*
Recreation equipment issue building ...........cccoueeee. TY0 cueeeeeienerirrreeee e 7%
Repair center (shoes, jewelry, etc.)......c..cveerernnnen. 8% it 6%*
Snack bars......ccoviiieeiieeeeeii A% .uvveeeeireciiinnneneenniians 6%"
Recreation pavilion...........cccccoveeeeiininneeinnccineenn. 5% overenirrinnnnnnrneeeeeen 6%"
Club, Combined .......cccovieireeiiieceirrir e 9% cererrreeereee e 5%*
Mini Storage .....ccceeeeevvreeeiniiinie 6% oo 4%*
Club, SNCO .....ooiieerereer e A% eveeeeieeeniireeee e 4%
TENNIS COUMS ...eovieiiririrreeeiieeerrins e saaae e A% ccoveieieeeeeereeniinee 3%*
Club, OffiCers'........cocviviiirveermeneniiierenierenenn s 2% e 2%

Note: * Statistically significant difference between 1994 and 1997 (p < .01).
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Marine Corps-Wide Report

Use/Satisfaction with Marine Corps Exchange

Activity 1994 Percentage 1997 Percentage Satisfaction in 1997

Main Exchange ........cccccccevneeeee. 78% weevrireieniiinieenn. 78% evivvereiiniiienricne, 3.7
Convenience store .................... 64% ..ovraeieerieenn B5% eeerrriririreeeeere e 3.7
Military clothing store ................ 60% ..eeerriiiiiienee 59% .coiiiiiiiiiiiine, 3.6
Gas station........ccccevevvereceeninenne 50% .cverieeineenann 56%" ..cieeereerrereeeiene 3.8
Package store...........ccccveeeennnnee. 35% ........................ 33% creeiiiiiee e, 3.9

Note: Satisfaction is the mean rating on a 5-point scale where “1” represents very dissatisfied, “3” is
neutral, and “5” represents very satisfied.
* Statistically significant difference between 1994 and 1997 (p < .01).

How Often Respondents Use Marine Corps Exchange (1997)

Activity ' Never Few times/Yr Few times/Mon Few times/Wk Daily

Main Exchange 23% 10% 38% 24% 5%

Convenience store  36% 3% 21% 32% 8%

Package store 68% 7% 15% 7% 3%

Military clothing 42% 33% 20% 4% 1%
store

Gas station 45% 4% 28% 20% 3%

. Note: Exchange activities are listed in their order on the survey.
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Merchandise Primarily Shopped for at the Marine Corps Exchange

Men's clothing

Video/audio

Sporting goods

Shoes

Health and beauty
aids

Stationery/greeting
cards

Automotive

Giftware

Housewares

Linens, towels, etc.

Children's clothing

Note:

34%*
379

32%*
35%

*aw
26%

23%*
26%

23%
24%

—

14%
14%

14%
14%

14%
14%

14%
3%

20%
20%

M‘m
42%

0% 10%

20%

30%

40%

* Statistically significant difference between 1994 and 1997 (p < .01).

Graph sorted on the top 11 categories chosen in 1997 on a 0% to 50% scale.

50%

1997
01994




Marine Corps-Wide Report

Shopping Other than in the Exchange

Discount retailers 66%

Department store
retailers

57%

Auto retailers 39%

Specialty store

. 29%
retailers

Toy retailers 28%

Home building retailers 26%

Other 25%

Warehouse clubs 25%

Prescription drug

. 20%
retailers

Catalog retailers 14%

l

0% 10% 20% 30% 40% 50% 60% 70%

Note: Scale ranges from 0% to 70%. The 1994 data are not displayed since the response categories
were different and/or the data were not available.
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Marine Corps-Wide Report

Use of On-Base Recreation

Change in
Facility/Program 1994 Percentage 1997 Percentage Percentage
Fitness centers/rooms.........cc.cuce...... B52% cooeeeeneiiereeeneenes 59%" ...vveererennn +7%
ITT e e 30% veerreerneeeeneenieenaenn 40%" eeereeneenns +10%
Swimming pools........ceeeeveeerircceneenee. 38% cevierreereee e 39% cecevrrreeenennn +1%
Bowling centers.......cooovvviieeeeennnnnnn, B4% coveereeeeeiieiieees 7% e, +3%
Playing fields/counts ............coeerunene. 4% wevrieerieeriiieee 34% .eveereiiiennne 0%
LIbrary ...ccccoceevveeneencsieninneescnene 1% e 3B%" e +2%
Auto hobby shop .......ccccceviineeennnnn. 28% ceoveerrrreeeeeenienn 31%" i +3%
Movie theater ........c.oovvvrnreencnennnnnn, K10 S, 29% ceoveeeerrnnennnnns -1%
Recreation equipment.........ccccceeee... P2 25%" uurrrrrennennns +4%
checkout
Intramural Spors......cccccvviicnnnnn, 19% oo, 23%" .ccoiiiiiiinnnnnn +4%
Golf course........ccccveeviiiiiiiinnnennennnes 15% i 22%" i +7%
Special events.........cccccerreinreeennninns 15% ceveeeerieneeeeeeeen 18%" ...uvvvvnneennens +3%
Marina.....ccoeeevrreerrrereeeeeeeee e 12% coveeeeeeeecen, 17%" oo +5%
Outdoor recreation.........ccccvuevvevennnnn 15% oo, 13%" e -2%
Youth programs ........ccccerreeeiiiiiiiin ™= i, 11% i, e
YOuth SPOMS......evereeeceter ™ 11% eeeeeeiiiininins ===
StabIES .....oiieeeee e T 11% e ===
Craft ShOP ..ocooeveeeece = 11% eeeeiiiieiiiiaas ====n
Scuba diViNg ...oeeeceieiiieer e T 9% weverieerenenns =

Note: Facilities/programs are listed in descending order based on the 1997 percentages.
* Statistically significant difference between 1994 and 1997 (p < .01).
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Use of Off-Base Recreation

Change in
Facility/Program 1994 Percentage 1997 Percentage  Percentage
Movie theater .........cccccevniiinniineinnnes 35% ceeeerrreineiieens 54% ...ccvvennnen. +19%
Special events.........ccceveininiiciinnn 18% wevveeririiiiiiiiinns 29%" eeeeeinne +11%
Outdoor recreation .........ccoveuvueeeeeenn. 19% cevereeeirire i 28%" e +9%
Librany ...cccooeeeriiievciiieiiennne 11% cevrreernerreeeccreennnn, 23%" .o +12%
Marina.....coccereverniiin s 8% ceevrereeereniniee i 22%" i +14%
Bowling centers........ccccoeiiiveiinnneennn. 10% covvevrmeeeceeiniinnnns 19%" v +9%
Golf COUrSE...evvvrrrireeirieeireeccciiee e 9% vveeeeerrneeenieeennens 19%" i, +10%
SWImMmINgG PoOIS .......cevvvviiiiiriineniinnnne 8% wevveeieiiiiiiiiiiiiiein, 19%* eeveeiiiinns +11%
LI OO 9% cevreereenrenireneens 16%" e, +7%
Playing fields/counts .........ccccevniinnnnns TY% eeveeeermeeereeiiiiinannes 16%" cvveeeeernen +9%
Youth SPOMS.....cccccvvrvinmmmeiineneeecnnne 5% ceveeerieeeeee s 14%" .o +9%
Youth programs .........ceeeeeeereneesennne. 5% corieicinnrieeiins 14%™ i +9%
Scuba diving ..cc.ccoeeriiiiiieieee 6% cerieerereeeeinns 12%" e +6%
Stables....cccvieeiieeiiiirerr 5% correreieiiiiieiieeninnnnee 12%" o +7%
Fitness CENErS/TOOMS .. .uuvvvrreeeeeei s ™™ cririteersenenatnreeenes 11% weeeeeenirirennes ===
Craft ShOP ..oveveereereerer e = 11% wevveeieeeeeaees ===mm
Auto hobby ShOpP ...cc.vviiiiii == s 11% e ==
Intramural SPOMS ......coovviiiiiniiiriienene s ™ i 10% cevvverereerianns ==
Recreation equipment checkout........===== .o T% cevevererrernanenes ===

Note: Facilities/programs are listed in descending order based on the 1997 percentages.
* Statistically significant difference between 1994 and 1997 (p < .01).
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How Often Respondents Used On-Base MWR Recreation (1997)

Facility/Program Never Few times/Yr Few times/Mon Few times/Wk Daily
Bowling centers 66% 20% 1% 3% 0 -
| Golf course 80% 10% 8% 2% e
Marina/boat docks/ 86% 8% 5% 1% -
water sports
Youth activity programs 92% 4% 3% 1 73—
Youth sports 93% 4% 2% 1% e
Playing fields/courts 70% 7% 12% 9% 2%
Swimming pools’ 65% 13% 13% 8% 1%
Special events (triathlons, 86% 10% 3% 1% -
concerts/festivals)
Fitness centers/rooms 45% 6% 16% 20% 13%
Intramural sports - 81% 8% 6% 4% 1%
Library 71% 10% 13% 5% 1%
Horse stables/riding 92% 5% 2% 1% e
Scuba diving/lessons 95% 2% 2% 1% 00 eeeee-
Movie theater 74% 7% 13% 5% 1%
Recreation equipment 80% 12% 6% 2% -
checkout
ImT 65% 22% 11% 2% -
Auto hobby shop 73% 15% 10% 2% e
Outdoor recreation NM% 5% 3% 1% e
Craft hobby shop 93% 4% 2% 1% 0 -

Note: Facilities/programs are listed in their order on the survey.
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Satisfaction with On-Base Recreation Facilities and Programs

Golf course

. KR
Bowling centers q
3.6

Movie theater

Finess *-

centers/rooms 38 m1997
01994

l
L

Swimming pools

Auto hobby shop

docks/water sports

Youth activity

Marinarboat |
I

programs 33
38
Libra q
ry 3.6
1 2 3 4 5
Dissatisfied Neutral Satisfied

Note: Averages to the right of the white line indicate satisfaction; averages to the left of the line indicate
dissatisfaction. Graph includes only people who used these Marine Corps facilities and services.
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Satisfaction with On-Base Recreation Facilities and Programs
(continued)

Intramural sports

w

n
@
9

w
b

Recreation
equipment

«
93

Special events

H

14

Outdoor recreation

w

>
w
~

W 1997

Youth sports (71994

w

w
w
3

Scuba 37
diving/lessons 33
Horse 87
stables/riding 3.2
Playing 36
fields/courts 36
36
Craft hobby shop H

-
N
(7™
£
(4]

Dissatisfied Neutral Satisfied

Note: Averages to the right of the white line indicate satisfaction; averages to the left of the line indicate
dissatisfaction. Graph includes only people who used these Marine Corps facilities and services.
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One Improvement that Would Most Increase Use of On-Base
Recreation Facilities and Programs

4l

Change in
Improvement 1994 Percentage 1997 Percentage Percentage
PriCE . it 12% ceeeeeeeeeenereeen 22%" ..rnnennneenn +10%
Hours of operation ........ccccceueervnennee. 17% cevrveeeriieeeeiiean, 20%" eerereeeeeine +3%
Variety of programs........cceeveeieeenns 15% weveeeeriremeeeeininns 12%% eeerereiirneeeeenn -3%
Quality of facilities .........ccecevverunenenn. 18% covvvereeeeiriieennes 12%" e 2%
SEIVICE ..vveeeririrrreesree et 4% ceveeirieeneeeeeens 7Y™ ceeereereeeceeeenns +3%
More equipment .........cccoeevireiiiinennes. 8% wevrreerrnrrreeeniiiins T% ceeeeereeiiiinnnnns -1%
COoNVENIENCE .....uuvvrrereeereriiinninnrnneee 10% coiieeeeeeinneeen TV eovieeiiiiinninans -3%
Availability of child care...................... A% eeeeeieeinereeeneen A% ccceeeieeerirnrannnns 0%
Days of operation..........ceeueeiniinn === 3% creeeeeeecnnnannns =
Quality of equipment ..o === 3% ceeeiiieieiieis =
Quality of programs........cccevveeeciienens 3% ceeeeeeeireeee e 3% crreeeiireneeeenns 0%
Quality of INStrUCLOrS ......oovveiiiviiiieis === B

Note: Improvements are listed in descending order based on the 1997 percentages. 1994 data not
available for all items listed.
* Statistically significant difference between 1994 and 1997 (p < .01).
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Marine Corps-Wide Report

Use of Food and Hospitality Facilities

Change in
Facility 1994 Percentage 1997 Percentage Percentage
Name brand fast food ...................... 49% .ccoreeeiireieeians 49% ..covivviieennnenns 0%
Restaurants.........c.ccccovvveeiecceeceenen. 33% oo 29%" e 4%
Enlisted club.......cccccovvvverererinnne. 34% .coceriiiniiinrennnn. 27 %" cereeiiiirenenns 7%
Cafeterias (mess hall) ...................... 25% coveeeiiiicieeenannn, 28% oo -1%
Bowling center snack bar................. 20% cccoriiiiiieriennenn, 22% e, +2%
Temporary lodging facility ................ 13% vovoereeeeeeeeees, 13% wovereeeeeeersreeen 0%
Other snack bars..........cccceeeveeueennee. 16% weevicnieeerereceeen, 10%" o, -6%
SNCO CIUD ...ttt === et 8% cerrierieerrennins =mm
Officers’ Club ......c.ccevvveininireec = e 6% weeiiirriiiieiaeaas =
Combined Club..........coueermeceereeecc === e 5% eerriiiiiieenanns =moee

Note: Facilities are listed in descending order based on the 1997 percentages.
for all items listed.
* Statistically significant difference between 1994 and 1997 (p < .01).
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How Often Respondents Used On-base Clubs/Food Facilities (1997)

Facility Never Few times/Yr Few times/Mon Few times/Wk Daily

Breakfast 83% 3% 5% 4% 5%

Lunch 55% 8% 18% 11% 8%

Brunch 89% 3% 4% 2% 2%

Dinner 69% 5% 12% 8% 6%

Official meetings 86% 9% 5% e e
/functions

Entertainment 84% 5% 7% 3% 1%
/dancing/music

After hours 57% 20% 15% 6% 2%
socializing

Private parties/ 96% 3% 1% 0 - e
catering service

Bingo 98% 1% 1% e e

Swimming pool 81% 5% 7% 6% 1%

Billiards/video 81% 5% 8% 5% 1%
games/gaming

Check cashing/ 85% 3% 7% 4% 1%

currency exchange

Note: Facilities are listed in their order on the survey.
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Most Used Activities at Clubs/Food/Hospitality Facilities

Activity 1997 Percentage
LUNCR Lottt s ee s s e s s s ba e e s e aaa e s s s nnaenans 47%
DINNEI ...t e e s 35%
Relax and have a drinK..........cccecviiiienciiiniene e 22%
SWIMMING POOL.....eeiiiiieieececceecee et e e n e e 21%
Breakfast .........cooieeriieer e e e 19%
Check CaASNING SEIVICES ... .uuviiiiiiiicnereee e e s rrree e s s e sneree s sesssansneneeessnnes 16%
Official meetingS/fUNCHIONS ......cccueiiiciiiiiiee e 16%
Music/entertainment...........covvveereiiiiiennieereeesr e s 15%
BilllardS/darts........coccireieireeieiercee st a e e 14%
BIUNCR ...t s s e e e an e s 13%
JV (o [=T e R e =T 4 T= T SRS 13%

Note: 1994 data are not available.
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Satisfaction With On-base Clubs and Food Facilities (1997)

Check cashing/currency
exchange

Swimming pool

Quality of food/beverage
3.8

Quality of service

Quality of 3.8

facilties/atmosphere

Official meetings/functions

Lunch

Billiards/video
games/gaming

Private parties/catering
service

Entertainment/dancing/
music

Dinner
Breakfast

Bingo

Brunch

Dissatisfied Neutral Satisfied

Note: Averages to the right of the white line indicate satisfaction; averages to the left of the line indicate
dissatisfaction. Graph includes only people who used these Marine Corps facilities and services.
1994 satisfaction data not available.
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One Improvement that Would Most Increase Use of
On-base Clubs/Food Facilities

Change in
Improvement : 1994 Percentage 1997 Percentage Percentage
PrCE ..ot 21% eieecneeeeeiieeennn 24%" . +3%
Hours of operation .......ccccccceeveeeiiinnnnn. 17 % cereieereeceiirennes 23%" v +6%
Variety/menu selection.............ccuueeeeeee. 15%.iiicieeiieine 13%" oo 2%
Quality Of faGHlity ....vrrrreeeeeeerrrereereeeeeeeenen 11% oo TR 0%
Quality of food and beverage................ 12% cceeeenrircciienee, 9% eeeeriiireenne -3%
SEeIVICE ..ccoi et 6% .eurieeiieeeeineee, BY%" rrreeereirinineeees +2%
Casual dining .......ccceeeereerrciieeeeereeeeeineeen 5% eueieeiiiiiiceeenn, 6% s +1%
Availability of child care.............cccuveeeenn. A%.ceemiiiiiiiiiiineeenes 6% oo +2%

Note: Improvements are listed in descending order based on the 1997 percentage.
* Statistically significant difference between 1994 and 1997 (p < .01).
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Type of Entertainment/Music Respondents Prefer

43%

Comedy

Rock and Roll

36%

Alternative/
Progressive

31%

Country and
Western

30%

27%

Live Band

24%

DJ

Rap 24%
Top 40 24%

Rhythm and Blues 21%

Oldies/50s and 60s 17%)

l

0% 10% 20% 30% 40% 50%

Note: Graph shows only top 10 chosen in 1997 by respondents on a 0% to 50% scale.
1994 data were not available.
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Use of MWR Services

Marine Corps-Wide Report

Change in
Services 1994 Percentage 1997 Percentage Percentage
Automated teller machines ................... 65% oo, 61%" o 4%
Barber shop ....cccccveeivivieeveeeeeee, 64%..cciriiiiiriiiinnnns 56%" i -8%
Vending machines ........ccccvveeeenennee. 43%.ceueiiiiiinieennnan, 40%" ..oovrireerenee, -3%
Dry cleaning .......cccoeeveecvencccceceeneeneen, 42%-..uueiiieiiiricirinanns 36%" ..oeiiiireeeenen. 6%
Pay phones......cccccocevviiiiincreeeecnenn, 40%.ccooviiniiireernnn. 36%" v, -4%
Video rental..........ccoccvvrveeiiieiecceeeenes 35%.ceviriiiiiiiiieeiiane 29%" ..o -6%
Car Wash ......cccecireectee ™ e 26%...cciiinnenireninniia
Talor SNOP ..o s 18%.ccciecceccii ===
Laundry.....ccooecvviiieciecceecreccee e 16%.ueieeeecreirieeeene 14%" ..o 2%
Western Union ........ccccvvvevvciencieeccnnennns 11% e, 12%.eeeiiriecenrreeenn. +1%
FIOFiSt ..o, 12%-.enereeeeeeeeann, 10%" e, 2%
ShOE rEPAIr ...t ™ s oY YRR S
Optical shop......ccceeeceeveceeecneens e e eees e T Y e
Beauty shop.....cccceeveiiieciecciecceee, 4T 4% oo -3%

Note: Services are listed in descending order based on the 1997 percentages
for all items listed.
* Statistically significant difference between 1994 and 1997 (p < .01).
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How Often Respondents Used MWR Services (1997)

Services Never Few times/Yr Few times/Mon Few times/Wk Daily
Barber shop 46% 5% 33% 15% 1%
Beauty shop 97% 2% 77—
Dry cleaning 66% 9% 20% 5% -
Florist 92% 7% 77—
Laundry 88% 2% 5% 5% e
Pay phones 67% 5% 11% 12% 5%
Vending machines  63% 3% 10% 15% 9%
Video rental 74% 4% 15% 6% 1%
Western Union 90% 6% . —
ATMs 44% 4% 25% 24% 5%
Optical shop 96% 3% S 7/ —
Tailor shop 85% 11% L —
Shoe repair 96% 3% 1% e emeee-
Car wash 77% 6% 14% 3% e

Note: Services are listed in their order on the survey.
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Satisfaction With MWR Services
Florist I
Optical shop I : ¢
Western Union I : -
Beauty shop I
Shoe repair I
Dry cleaning I :
Barber shop I
Video rental I
Tailor shop I :
Car wash I
Vending machines - E8
ATMs I :
Laundry R
Pay phones - 3.4
2 3 4
Dissatisfied Neutral Satisfied

Note: Averages to the right of the white line indicate satisfaction; averages to the left of the line indicate
dissatisfaction. Graph includes only people who used these Marine Corps facilities and services.
1994 satisfaction data not available.
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Quality Ratings of Marine Corps MWR (1997)

Worse than ~ As expected Don’t know/
expected or better N/A

Overall, how would you rate............ 17%.eiiieiieeieeneen. TT7%.ciiiieeeicineeennne 6%

Marine Corps MWR facilities.
Overall, how would you rate............. 16%.ccceeriiiiiierinnen, 76%..ccoemvieiiirenirnnnnns 8%

Marine Corps MWR services/

programs.
Overall, how would you rate............ 20%..ccureeeeniieenins T1%.iiicieeeeneienneane 9%

Marine Corps MWR customer

service.

Satisfaction with Marine Corps MWR (1997)
Yes No Don’t know/NA

| am satisfied with Marine Corps........cccceee....e. 53%..ccieiierennn. 34% ..ccovvnrnnenn 13%
MWR facilities /services.
| will continue to use the Marine Corps............ 80%...ccocereeernnn. T% eeeeeeannnn 13%
MWR facilities/services.
| will recommend the Marine Corps MWR....... 61%.cccvvirnnannn. 22% weveeeeennnnn, 17%
facilities/services to others.
The Marine Corps MWR improves the............ 55%...cccccunnnnnn. 26% .erveeennnnne 19%

quality of life for me/my family.
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Conclusions

#

. There was a very large increase in the percentage of respondents who said they
hear about Marine Corps MWR through various channels.

. The most important programs in 1997 were the Main Exchange, ITT, and fitness
centers/rooms.

. Respondents would like to see their MWR dollars spent to provide better facilities at
the fitness centers/rooms, theaters, and the Main Exchange.

. The majority of Marines (78%) used the Main Exchange in 1997.
. Several types of merchandise shopped for at the Exchange in 1997 showed a
decrease or no change from 1994; Exchanges should review their merchandise

price and selection.

. Fitness centers/rooms, ITT, and swimming pools were the most used on-base
recreation facilities in 1997.

. Name brand fast food, restaurants, and the enlisted club were the most used food
and hospitality facilities in 1997.

. ATMs, the barber shop, and vending machines were the most used services in
1997.

. The majority of respondenis rated the quality of MWR facilities, services/programs,
and customer service as expected or better.

. Just over half of all respondents said they were satisfied with Marine Corps MWR,
although 80% said they would continue to use the facilities/services.

. Price and hours of operation were the most common choices for improvements that
would increase participants’ use of facilities/programs.
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Appendix: Briefing Slides
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